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intelli-CTi™ Product Tour Menu

Inbound Call Handling
Enhance your customer look-up

Outbound Dialing
Replace error-prone manual dialing

Call Flow Management (Lifecycle)
Enhance your customer experience

Post-call Processing
The power of intelli-CTi™ call wrap-up

Call Reporting, Bl and Analysis
Explore the power of your data

Welcome to the intelli-CTi™
Product Tour

Explore how intelli-CTi™ for Dynamics 365
makes customer calls a breeze.

Manual phone tasks such as call tracking and
caller recognition are now automatic.

Remove guesswork from your calls by having
the likely context of the call ready to simply
associate for your further records.

See how intelli-CTi™ users make better
telephone calls.

Share siloed knowledge from your best
employees and emulate best practice,
delivering consistently great service to all
customers.

intell-CTi — Connect with your Customers

www.intelliCTi.com

for Micros’orl:’! Eﬁ!ln!;sg;’;’

Copyright 2019 QGate Software Limited



https://www.intellicti.com/

Inbound Call Handling

v

B intelii-CTi Call M.
Sales Hub ) mwf\ e

= i New [ Deactivate R Connect | v = Add to Marketing List R, Assign [®] Emailalink  [i] Delete () Refresh - 18
= Active Call List [1)

&

, ¥

Conftack Contact ™/ [Daniel Thompson)
Daniel Thompson Manager

TRRI] a =

= % B

& Summary Details .

i sy About Inbound Call Handling S—

© CONTACT INFOR Results Create
First Name Empowering your Microsoft Dynamics 365 users to instantly take action  feea &

of inbound telephone calls, to efficiently engage with customers in a
professional and personalized experience.

» =

Last Name mpson@exampl..

Job Title

A core capability of intelli-CTi™ provides fast and reliable caller
recognition of inbound calls to intelligently identify the calling party and
automatically associate them with information from Dynamics 365.

Account Name

Q@ w @B B

Email

Business Phone

w

The following section outlines the power of intelli-CTi™ inbound call
handling capabilities within Microsoft Dynamics 365

Mobile Phone

@ ff

Fax

|

Preferred Method of

YESTERDAY
Contact Any
Addrese T Strat s 2601 Cambridge Dri @ Phone Call from Daniel Thompson - Yesterday
Q8 =

=} Active B save
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Inbound Call Handling

Dynamics 365 v~ | Sales Hub

- New [ Deactivate "8 Connect

Contact: Contact

Daniel Thompson

Summary Details Scheduling Related
CONTACT INFORMATION
First Name Daniel
Last Name Thompson
Job Title Office Manager

Account Name 4 Bike Boutique

Email

daniel.thompson@ex... =7

Business Phone

(555) 321-1234

Mobile Phone (555) 112-6652

Inbound Caller Recognition

intelli-CTi™ seamlessly provides

contextual information from Dynamics 365
about the incoming caller. Automatic caller
recognition is achieved through our unique
Telephone Number Support (TNS).

=< Add to Marketing List &,

Assign  [%] Email a Link

Timeline

Enter a note

TODAY

o

Call From: Daniel Thompson

Q A
% Assign

@ )

Call From: Daniel Thompson

v/ Close Activity

Q A
-4 Assign

v/ Close Activity

Phone Call from Daniel Thompson -

Phone Call from Daniel Thompson -

one Call from Daniel Thompson -

AN ;e
() Refresh

Today 09:29

Today 09

Yesterday 15:4¢

Bl save

[E Delete

[ intetii-CTi Call Manager

& B <é?>

1@ Virtusl Tele OFXS 3
= Active Call List (1] |
5553211234

[Daniel Thompson)
[Manager
[Bike Boutique:

Find Caller Match Results  Create
Daniel Thompson ~

Bike Boutique

Job Title:Manager

E-mail: daniel.thompson@exampl...
City: Snohomish

intelli-CTi

for Microsoft Dynamics 365

Copyright 2019 QGate Software Limited
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y Inbound Call Handling

. — S p ~ . O intelli-CTi Call Manager b3
Dynamic Sales Hub O W v/ QGate ~ ®
J -
- H B &
= B Show Chart = New ]E Delete e O Refresh B2} Email a Link o® Flow ™~ il Run Report ™ 1@ Virtual Telephony Server (VTS) (1234)

= Active Call List [1) |

. 5553211234
@ My Actlve Contacts s earchn Tor recora p «Multiple Accounts»

w-new gl

:‘il"

7]
(4 v Full Name 1 Email Company Name Business Pho...

Q 4 Inbound Call (5553211234) [ E3
@fin I , 1 NB-B875.457
o Benno Kurmann nfo@fineartschool.net School of Fine Art 406-875-45T1 Find Caller Match Results  Create
1
[ Cathan Cook Cathan@alpineskihouse....  Alpine Ski House 178-854-4566 Daniel Thompson ~
Bike Boutigue
)
R ) ~ ) I Forrest Chand v
X CIliff Didcock nfo@fineartschool.net School of Fine Art A08-875-4572 Consolidated Messenger
Daniel Thompson daniel.thompson@exam... Bike Boutique (555) 321-1234
Flemming Pedersen nfo@consolidatedmess... Consolidated Messenger 456-879-4573
1
Forrest Chand Forrest@consolidatedme...  Consclidated Messenger 789-741-8556
B o _ . e mea e
Gary Schare nfo@wingtiptoys.com Wingtip Toys 178-854-4571
Q3
>eorge georgeli@alpineskihous... Alpine 5ki House 111-587-4577
v@consolidatedm...  Consolidated Messenger 789-456-7908

Telephone Number Support (TNS)

TNS within intelli-CTi™ will not be

limited to a single match about the
incoming call, all possible matches for the
inbound caller with an existing Dynamics
365 entity will be displayed.

intelli-CTi

for Microsoft Dynamics 365
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365.

2

Dynamics 365 v

- New D Deactivate

Contact: Contact 2
Daniel Thompson

Summary Details

Sales Hub

"2 Connect

Scheduling  Related

CONTACT INFORMATION

First Name

Last Name

Job Title

Account Name

Email

Business Phone

Mobile Phone

Eay

Daniel

Thompson

Office Manager

4 Bike Boutique

daniel.thompson@ex... =7

(555) 321-1234

(555) 112-6652

Call Association

= Add to Marketing List

R, Assign [%] Email a Link

Timeline

Enter a

TODAY

o

&

On association of the call, intelli-CTi™ will
screen-pop the agent to the entity in Dynamics

A screen pop allows for reduced navigation
time by navigating directly from intelli-CTi™.

Phone Call from Daniel Thompson -

Call From: Daniel Thompson
Q A
% Assign

v/ Close Activity

Call From: Daniel Thompson

Q A
7~ Assign

v/ Close Activity

bne Call from Daniel Thompson -

Phone Call from Daniel Thompson -

[E Delete

Yesterc

Today 09:29

Today 09

[ intelli-CTi Call Manager »
QGate R
J {_J @ =
() Refresh -+ I8 Virtual Telephony Server (vTS) (1234) i
5
B Active Call List [1] M =z
a
5553211234 =
Daniel Thompson =
Manager
Bike Boutique
o
00 T 4
Call Assistant
T Ca” Associations: Reassociate &
0 R Daniel Thompson
Bike Boutigue Q
5
S
0
]
5
=
lay 15:4¢
Bl save

intelli-CTi

for Microsoft Dynamics 365
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Inbound Call Handling

) [ intelli-CTi Call Manager »
Dynamics 365 v Sales Hub ©@
. Ah B & =
= T~ New D Deactivate % Connect = Add to Marketing List R, Assign [%] Email a Link ] Delete () Refresh I8 Virtual Telephony Server (VTS) (1234) B
B Active Call List [1] M =z
)] 5553211234 &
Contact: Contact E a
e 3 Daniel Thompson =
Daniel Thompson Manager
Bike Boutique
(=]
. . 00 T
Summary Details Scheduling Related =
R Call Assistant 1
@ CONTACT INFORMATION Timeline -+ Call Associations: Reassociate <4
o First Name *  Daniel Enforanote 0 R Daniel Thompson
Bike Boutigue Q
A Last N 2
Last Name *  Thompson |
B TODAY =
C =
Job Title Office Manager §
@] @ Phone Call from Daniel Thompson - Today 09:29 (2
[:é Account Name A1 Bike Boutique < Call From: Daniel Thompson
P _ ) 5 <
Email daniel.thompson@ex... =7 7, Assign v/ Close Activity
&
B Business Phone (555) 321-1234 @ Phone Call from Daniel Thompson - Today 09
09 Mobile Phone (555) 112-6652 Call From: Daniel Thompson
=
Fax 4, Assign v/ Close Activity
Ve
Reassociation
Phone Call from Daniel Thompson - Yesterday 15:4¢
If by any chance you associated the B Save

wrong account, contact or lead, intelli-CTi™

allows reassociation to take place to start the
process again. Fixing the association without
disruption to the conversation.

intelli-CTi

for Microsoft Dynamics 365

Copyright 2019 QGate Software Limited
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Outbound Dialing

v

B intelii-CTi Call M.
Sales Hub ) mwf\ e

= i New [ Deactivate R Connect | v = Add to Marketing List R, Assign [®] Emailalink  [i] Delete () Refresh - 18

E3 Active Call List [1]

&

, ¥

Conftack Contact ™/ [Daniel Thompson)
Daniel Thompson Manager

.
Summary Details

TRRI] a =

= % B

5 ..

. v About Outbound Dialing S—

© CONTACT INFOR Results Create
First Name Apsor ~

Improve the experience of Dynamics 365 users with increased calling -
Last Name accuracy, throughput and efficiencies gained by the capabilities of
intelli-CTi™ outbound dialing.

» =

mpson@exampl..
Job Title

intelli-CTi™ streamlines the making of outbound calls by reduced
misdialing and removing the need to manually dial telephone numbers.

Account Name

Q@ w @B B

Email

The following section outlines how intelli-CTi™ enhances the outbound
calling experience of dialing Microsoft Dynamics 365 entities.

Business Phone

w

Mobile Phone

@ ff

Fax

|

Preferred Method of
Contact Any

Addrese T Strat s 2601 Cambridge Dri @ Phone Call from Daniel Thompson - Yesterday
ik'

=} Active

YESTERDAY

-

Bl save

intelli-CTi"F
for Microsoft Dynamics 365 '/
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Outbound Calling

) [ intelti-CTi Cali Manager »

DYGE6% ~ | SSESTAD | ©
A 4B 8 .
= New [© Deactivate R Connect =< Add to Marketing List R, Assign  [%] Email a Link [i] Delete () Refresh I8 Virtual Telephony Server (VTS) (1234 i )
B3 Active Call List [0] I =
Q S
2

g Contact: Contact ™ Dynamics 365 Dialel —lix
- Daniel Thompson
Dial Entity

R Daniel Thompson
Gary Schare

B =

Summary Details Scheduling Related

Dol

CONTACT INFORMATION Timeline ok Dial: Daniel Thompson

o
L&y . Business Phone (555) 321-1234
i First Name *  Daniel Enter a note 0 { Mobile Phone  (555) 112-6652
2 5
Last Name ” Thompson
ODA W Dial
l
Job Title Office Manager >
@ @ Phone Call from Daniel Thompson - Today 09:29
= Account Name A Bike Boutique = Call From: Daniel Thompson

D _ o
Email daniel.thompson@ex... =7 2, Assign /' Close Activity

&

E’ Business Phone (555) 321-1234 @ Phone Call from Daniel Thompson - Today 09:27
Mobile Phone (555) 112-6652 Call From: Daniel Thompson

@ ff

Fax R, Assign v/ Close Activity
2
Dynamics 365 Dialer
Call from Daniel Thompson - Yesterday 15:4¢

B save

intelli-CTi

for Microsoft Dynamics 365

Copyright 2019 QGate Software Limited

') The intelli-CTi™ entity dialer provides
information based upon the context in Microsoft
Dynamics 365. Select the telephone number to be
dialed, saving time and associating the entity(s) to
the active call.




Outbound Calling

Sales Hub

>

New D Deactivate % Connect = Add to Marketing List R, Assign [®] Emailal

&

Hh

Contact: Contact

Daniel Thompson

’:1‘.’__| Show Chart

New

6

nk

. Delete

@I Delete

v

My Active Contacts v

[Z Email a Link 4

o Flow

fill Run Report ™

Search for records

s

O Refresh

0

a
Summary Details Scheduling Related .
Q &
© CONTACT INFORMATION
o First Name Daniel } & v | Full Name
2 12
Last Name Thompson Benno Kurmann
B &
B Job Title Office Manager [ Cathan Cook
R
o
Eg Account Name i Bike Boutique Cliff Didcock
®
Email i
. nai daniel thompson@ex... Daniel Thompson
: Business Phone (555) 321-1234 Eé
[C\l | Flemming Pedersen
& A ¥
Mobile Phone (555) 112-6652
® B Forrest Chand
©)
Fax = B
=]
V4 1 Gary Schare
Preferred Method of | &2

Any

Contact

Click-To-Dial

)

George Li

Hoe Yew Soon

Al # A B C

' ) Clicking hyperlinked numbers within
Microsoft Dynamics 365 will make intelli-CTi™
dial the number automatically.

1 - 24 of 24 (0 selected)

° | Additionally clicking on the dial/phone
icon in entity records will also perform this
action in intelli-CTi™.

D

E F

Email

info@fineartschool.net

Cathan@alpineskihouse....

info@fineartschool.net

daniel.thompson@exam...

info@consolidatedmess...

Forrest@consolidatedme...

info@wingtiptoys.com

georgeli@alpineskinous...

hoeyew@consolidatedm...

intelli-CTi

for Microsoft Dynamics 365

Company Name

School of Fine Art

Alpine Ski House

School of Fine Art

Bike Boutique

Consclidated Messenger

Consclidated Messenger

Wingtip Toys

Alpine Ski House

Consclidated Messenger

Business Pho...

408-875-4571

408-875-4572

(555) 321-1234

456-879-4573

789-741-8556

178-854-4571

111-587-4577

789-456-7908

Copyright 2019 QGate Software Limited
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f,}j Call Flow Management (Lifecycle)

v

B intelii-CTi Call M.
Sales Hub ) mwf\ e

= i New [ Deactivate R Connect | v = Add to Marketing List R, Assign [®] Emailalink  [i] Delete () Refresh - 18
= Active Call List [1)

&

, ¥

Conftack Contact ™/ [Daniel Thompson)
Daniel Thompson Manager

TRRI] a =

= % B

5 umma i .

. Ty el f%‘j About Call Flow Management (Lifecycle) S—

© CONTACT INFOR Results Create
First Name hpsor ~

Actively encourage best practices within your Microsoft Dynamics 365 -
Last Name users with effective management and control throughout all aspects of
telephone call interaction.

» =

mpson@exampl..
Job Title
intelli-CTi™ empowers your users with access to caller contextual data,

allowing them to easily access and efficiently manage information from
Dynamics throughout the lifecycle of the call.

Account Name

Q@ w @B B

Email

Business Phone

w

The following section outlines how intelli-CTi™ plays an active and

e Mobile Phone intrinsic role in managing telephone calls within Microsoft Dynamics 365.
Fax
Vi ]
Preferred Method of
Contact Any YESTERDAY
Address 1: Street 1 2601 Cambridge Drive @‘ Phone Call from Daniel Thompson - Yesterday
: = B save i

intelli-CTi"F
for Microsoft Dynamics 365 '/
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‘!!.’} Call Flow Management (Lifecycle)

¥

[P intelti-CTi Call Manager

& B <& i

I8 virtual Telephony Server (WTS)  (1234) m

Call Controls ELLIT T E——

() 3865869530 T

Th . . . . . Daniel Thompson =
e intelli-CTi call controls provide quick

Store Manager

and easy actions on any active telephone call. Bike Boutique

Automatically adjusting the call control buttons - :
based on the call(s) state. 1 Jl E%

Daniel called to discuss arrangements
for a product demostration, He needs

At the tOp Of each Ca” COﬂtrOl, Iﬂtelll-CTl to get an application sent in asap.
provides additional information related to the

call. This includes displaying CLI and DDI

numbers (if present) with the ability to switch

between them. Also present is a timer which will

reflect the current call(s) connected/ring time.

1788544566
Each call also visually indicates the call direction Cathan Cook
and state. intelli-CTi can handle complex Purchasing Assistant
multiple call situations with ease. Alpine Ski Fouse
w

intelli-CTi

for Microsoft Dynamics 365

Copyright 2019 QGate Software Limited




‘!!.’} Call Flow Management (Lifecycle)

= [©)] I New [ Deactivate

A Connect e

< Add to Marketing List &, Assign

the phone.

Details of your conversation with the
caller can be captured while on the telephone
by selecting the intelli-CTi™ Show/Hide In-Call
Notes button on the intelli-CTi™ call panel.

Here you can record details of the telephone
conversation and additional notes while on

{a
Contact: Contact
#* Anders Madsen
[
Summary Details Scheduling Related
o
CONTACT INFORMATION B
& Timeline
ET First Name *  Anders
,ﬂ Last Name Madsen
i)
Job Title Purchase Assistant
@ @ Phone Call from Anders Madsen
8 Account Name {4 Solid Bike Parts € Call From: Anders Madsen
® Email d dsen@ &
BIGES-mmSenee — 5 8, Assign +" Close Activity
B Business Phone 908-429-6880
= Auto-post on wall Anders Madsen
2] ~ 'S By OV
Contact: Created By QGate
Caller Notes
@ Like o Reply

5] Email a Link

]EI Delete

for Microsoft Dynamics 365

[ inteini-cTi call Manager

¥

% B & '
18 Virtual Telephony Server (VTS)  (1234) m
B active call List [1] ] )
9084296850 T

3

Anders Madsen
Purchase Assistant
Solid Bike Parts

Anders called to discuss arrangements
for a product demostration. He needs
to get an application installed asap.

®
Call Assistant
Call Associations: Reassociate &
R Anders Madsen
Solid Bike Parts Q
T
=
0
S
T
=
L4
B save

intelli-CTi

Copyright 2019 QGate Software Limited



‘!!.’j Call Flow Management (Lifecycle)

Hh B & &
= = New D Deactivate %2 Connect = Add to Marketing List R, Assign [%] Email a Link lﬁ] Delete C) Refresh 18 Virtual Telephony Server (VTS 1234 m
~ 5 Active Call List [1] Bz
“j Contact: Contact ™ s;:::|1:::mpso" é
- Daniel Thompson Omce Manager

Bike Boutique

=

00 T B

Call Assistant
CONTACT INFORMATION Timeline o Call Associations: Reassociate &

P

Summary Details Scheduling Related

Dol

¢
First Name *  Daniel - Daniel Thompson
I] Enter a note.. mj
Bike Boutigue
A N Bike Broken &
Last Name < @
Thaepaon TODAY CAS-01001-L9FON3 =
- Priority:  Normal g
T =
Job Title Office Manager Created: 27 Aug ]
B @ Phone Call from Daniel Thompson - Today 09 =
[é Account Name &l Bike Boutique = Call From: Daniel Thompson
D _ i 5 1
Email daniel.thompson@ex... =7 R, Assign |/ Close Activity
m
Eg\] Bisiress Fhona (555) 321-1234 @ Phone Call from Daniel Thompson - Today 09
@9 Mobile Phone (555) 112-6652 Call From: Daniel Thompson
A
Fax s ~, Assign v/ Close Activity
Preferred Method of VESTERDAY
Contact Any
e [ . Phone Call from Daniel Thompson - Yesterday 15:4¢
Call Assistant — Association View g

B save

intelli-CTi

for Microsoft Dynamics 365

Copyright 2019 QGate Software Limited

1 | Once CRM content such as Cases
and/or Opportunities have been associated
to the call, these are displayed in the call
associations section.




‘!!.’j Call Flow Management (Lifecycle)

Dynamic

= ~ Mark Complete () Refresh X Close Phone Call B2 Process v [l Delete G Emailalink & Assign
o -
Phone Call: Phone Call Priority
& Follow-up call to Daniel Thompson Normal
Phone Call Related
8
& Subject Follow-up call to Daniel Thompson
t Call From A QGate
Fgl
_ Call To [A] Daniel Thompson
Phone Number 5553211234 &
E% Direction Outgoing
s}
& Description
&3
Give a call back to Daniel after we have gained more information
about the cause of the damaged part from the engineering team.
&

Call Assistant — Activity View

1| Selecting the Activity view within the Call
Assistant provides a list of open Activities for the
related caller. Each activity can be selected and
shown in Microsoft Dynamics 365.

[ inteini-cTi call Manager

Ll C% é‘ﬁ @

18 virtual Telephony Server (VTS) (1234
B active call List [1]

5553211234

e

Daniel Thompson

Office Manager

Bike Boutique

e
0 T E4

Call Assistant

Caller Content >
Activities v 1O

{ Follow-up call to Daniel Thom... .~
Due Date: 30 Aug

Priority: Mormal

L Call From: Daniel Thompson -~
Due Date: 04 Sep

Priority: Mormal

[ Follow-up

v
B save

intelli-CTi

for Microsoft Dynamics 365

Copyright 2019 QGate Software Limited
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‘!!.’j Call Flow Management (Lifecycle)

[ inteini-cTi call Manager

¥

QGate 2
L B & ¢
I7 Save & Route t- New 4, CreateChild Case [ Resolve Case [} CancelCase [ AddtoQueue [F Queue Item Details I8 Virtual Telephony Server (VTS)  (1234) |
o B active call List [1] )
Case: Case v Priority N 3333211234 E
q; Daniel Thompson =
o Brake Lever Damaged Normal Office Manager
@ Bike Boutique
& Phone to Case Process < ° @ N Dﬂ T @
Active Identify Research (< 1Min) Resolve
o Call Assistant
Summary Case Relationships  Associated Knowledge Records  Enhanced SLA Details ~ Additional Details
@ Caller Content >

ﬂ Cases ~

[C]

[ CASE DETAILS

Timeline -+ Cases: @ Open (O All

2 .

Case Title *  Brake Lever Damaged 7 Bike Broken w
Enter a note [ﬂl ﬁ Brake Lever Damaged o

E| CAS-01000-PEM3FT
D CAS-01000-P6M3F7 Priority: Normal
THIS WEEK Jr G:, Created on: 14 Aug
B Subject S Y
&) Phone Call from Daniel Thompson - Tuesday 14:38
o ﬁ Create New oo Associate
5 Customer Bike Boutique Call From: Daniel Thompson |
E%‘J Origin o 1
R, Assign +/ Close Activity

& :

Contact [@] Daniel Thompson
@ Phone Call from QGate # - Tuesday 14:24
2 Entitlement --- = Call From: Daniel Thompson

Daniel called up to have a catch-up conversation about an order he
prr s. | have made him aware | will call him
Call Assistant — Cases View pek to give him a update on the order.
1 ~/ Close Activity ~ v

The Call Assistant provides access to additional & swe

Dynamics 365 information such as Cases. Cases can
be selected, created and associated to the current
call. Each Case can be selected and shown in
Microsoft Dynamics 365.

intelli-CTi

for Microsoft Dynamics 365

Copyright 2019 QGate Software Limited




‘!!.’j Call Flow Management (Lifecycle)

¥

[ inteini-cTi call Manager

L B & i
= ® t New (O Refresh B Close as Won ) Close as Lost B Recalaulate Opportunity Convert to Work Order I8 Virtual Telephony Server (vTS)  (1234] [
o B active call List [1] )

Opportunity: Opportunity Est. Close Date v 3333211234 E‘l
# . . Daniel Thompson =
et 25 Road Bikes Next Quarter 14/02/2020 il Office Manager
@ Bike Boutique
® o
o © s
Qualify Develop Propose

Q Call Assistant
© Summary Product line items  Quotes Field Service  Related
m m Opportunities ~
Topic * 25 Road Bikes Next Q ... Timeline + Opportunities: @ Open O All
A2 [1] 25 Road Bikes Mext Quarter .
Contact [@] Daniel Thompson Enter a note mj Est. Revenue: £52,225.95
= Est. Close Date: 14 Feb
Rating / %: Warm /
A ; ;
ccount Bike Boutique J ® E‘E Mew Bikes (10x) s
Purchase Timef
$ Hrenase fimeirame Next Quarter Auto-post on wall 25 Road Bikes Next Quarter
E‘f Create New o Associate
Currency . & Pound Sterling Opportunity: Created by QGate for Contact Daniel Thompson. |
1
& Budget Amount £80,000.00 © Like  © Reply v
E
Purchase Process ivi
Individual
& Description
Call Assistant — Opportunities View
L4
1} The Call Assistant provides access to additional 9 sove

Dynamics 365 information such as Opportunities.
Opportunities can be selected, created and

associated to the current call. Each Opportunity can
be selected and shown in Microsoft Dynamics 365.

intelli-CTi

for Microsoft Dynamics 365
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Post-call Processing

v

[P intelli-CTi Call M.
Sales Hub ) - O | o

= i New [ Deactivate R Connect | v = Add to Marketing List R, Assign [®] Emailalink  [i] Delete () Refresh - 18
= Active Call List [1)

&

5

Conftack Contact ™/ [Daniel Thompson)
Daniel Thompson Manager

TRRI] a =

= % B

& Summary Details é" . i a
: |1', About Post-Call Processing ——
© CONTACT INFOR . ’ i Create
x o Ensure that after every telephone call your users are capturing with ease  ———
all the relevant customer information right within Microsoft Dynamics 365. [
- et Distilling notes, history, and managing every follow-up action to build Ppson@ exampl..
Job Title stronger future customer engagements.

accounthame | intelli-CTi™ post-call processing automatically brings together all of the
relevant touch-points from the call into a single management pane,
enabling the Dynamics 365 users to quickly and easily capture, manage
susiness Phone | 3nd close off the call.

Q@ w @B B

Email

Mobile Phone

The following section outlines the efficiencies and true value of
Fax intelli-CTi™ post-call handling.

® © f

Preferred Method of

YESTERDAY
Contact Any
Addrese T Strat s 2601 Cambridge Dri @ Phone Call from Daniel Thompson - Yesterday
Q8 =

Bl save

intelli-CTi"F
for Microsoft Dynamics 365 '/
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&};‘ Post-call Processing

m intelli-CTi for Dynamics 365 - Telephone Call Wrapup — X

Telephone Call Wrapup

Call Direction (Result): Call Started (Duration):
. Inbound (Established) 29 Aug 2019 14:45 (00:15:07)
Call Wrapup Overview
PHONE CALL ACTIVITY
Aszociation: Daniel Thempson, Bike Boutigue
The initial view of the Call Assistant shows et CallFrom: Danid Thampeon

the Ca” aSSOClatlonS tO the Current Ca”/ca”er Received a call from Daniel to say that the brake lever on the new bike we shipped him was
(e.g. Microsoft Dynamics 365 Contact). damagedon sl

| have offered to ship him a replacement lever immediately for which he was happy.

After the call | contacted shipping and arranged for the replacement part to be shipped as soon as
possible.

Each telephone call is automatically related to
CRM Activity/History (Phone Call). Notes taken
during the call are featured within the intelli-
CTi™ Wrapup and can be updated, including [T
the subject. Followed by Automatically being

Call Disposition | Order Inguiry v
included within the Dynamics 365 -
L. . [ Auto-complete existing activity O Create Follow-up |# Open Phone Call
Activity/History.
CASE [(CAS-01000-PBM2FT) Remaove Call Relationship
If a telephone call was related to a Microsoft Brake Lever Damaged
Dynamics 365 entity (such as a Dynamics 365 Priorty:  Crested o Status:
Case), this is featured in the telephone call Normal - 29Aug 2019 Active
Wrap_up 2 Resolve Case : Cancel Case @ Open Case

OK

intelli-CTi

for Microsoft Dynamics 365

Copyright 2019 QGate Software Limited




&};‘ Post-call Processing

m intelli-CTi for Dynamics 365 - Telephone Call Wrapup = *

Telephone Call Wrapup

Call Direction (Result): Call Started (Duration):
. .. Inbound (Established) 29 Aug 2019 14:45 (00:15:07)
Resolving Cases/Opportunities
PHOME CALL ACTIVITY
. . . . - . | Resolve Case |
') intelli-CTi™ provides the ability to quickly . ]
and easily manage related Microsoft | Resolve Case -
Dynamics 365 Cases directly from within the ldhmgd resotiontype * [FroBiomSomed s
Ca” Wrap_up prOCeSS A DyﬂamICS 365 CaSe pster tl Resolution * |Sentcustomerareplacementpart | .
can be resolved or cancelled during the possibd Total Time (11 Minute
wrap-up, and further information can also be SiableTime © 0 [ [Minute) v
Captured Description : : . .
Custamer received shipment of bike, upon arrival the brake lever
was damaged. 5o we sent a replacement part to the customer.,
Recording key features back into ool
Dynamics 365, including the resolution
Autod [xone Call

process, billable time and description. w o -~

R TR T OO T B e Cal Re lationshin

Brake Lever Damaged

Priority:  Created on: Status:

MNormal 29 Aug 2019  Active

D Resolve Case 2 Cancel Case | ¥ Open Case

OK
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Post-call Processing

Follow-ups & Call Disposition

Track the outcome of all your calls by
setting a customizable call disposition.

Describing the outcome of the calls allows the

optimization of phone call performance and
sales processing. All tracked in Microsoft
Dynamics 365 within intelli-CTI™'s powerful
Call History.

Based on the ended call, intelli-CTi™

provides a quick action to create a follow up
call with the associated Account, Contact or
Lead. Automatically taking the subject, notes
and associations to the scheduled call. You
can then set due date for the follow-up call
and any other details.

m intelli-CTi for Dynamics 365 - Telephone Call Wrapup — X
Telephone Call Wrapup

Call Direction [Resul): Call Started (Duration):

Inbound (Established) 29 Aug 2019 14:45 (00:15:07)

PHOMNE CALL ACTIVITY

Association: Daniel Thempson, Bike Boutigue

Subject: Call Frem: Daniel Thompsen

Received a call from Daniel to say that the brake lever on the new bike we shipped him was
damaged on arrival.

| have offered to ship him a replacement lever immediately for which he was happy.

After the call | contacted shipping and arranged for the replacement part to be shipped as soon as
possible.

1

Call Disposition | Order Inguiry ~

Autc-complete existing activity O Create Follow-up |# Open Phone Call

2

CASE (CAS-01000-PEM3FT) Remove Call Relationship

Brake Lever Damaged

Priority:  Created on: Status:

Mormal 29 Aug 2019  Active

Resolve Case 2 Cancel Case @ Open Case

OK
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Call Reporting, Bl and Analysis

[P intelli-CTi Call M.
Sales Hub A ) v W f\l -

i New [ Deactivate R Connect | v = Add to Marketing List R, Assign [®] Emailalink  [i] Delete () Refresh - 18

E3 Active Call List [1]
55637

&
Conftack Contact ™/ [Daniel Thompson)
Daniel Thompson Manager

q
®
3

= % B

: @ a
2 oy e %@ About Call Reporting, Bl and Analysis
© CONTACT INFOR ' - ' i Create
o o Realize full visibility of the engagement you make with your customers —
over the telephone, with Business Intelligence (Bl) reporting and analysis [
- Pt gained from the rich telephony information held within your Microsoft poson@exm.
Job Title Dynamics 365.

accounthame | With intelli-CTi™ every telephone call interaction (both inbound and
outbound) is automatically recorded (statistically) within Dynamics 365,
along with details of the call metrics, each is stored with context to the
susimess Phone | re[gted Dynamics entities, history and activities.

Q@ w @B B

Email

Mobile Phone

The following section outlines intelli-CTi™ telephone call statistics
Fax recorded within Microsoft Dynamics 365.

® © f

Preferred Method of YESTERDAY

Contact Any
Addrese T Strat s 2601 Cambridge Dri @ Phone Call from Daniel Thompson - Yesterday
Q8 =
=] Active B save

for Microslorf-’! Eﬁ!}L’;sCB:é’-S’
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%@ Call Reporting and Analysis

Dynamics 365 ~ | Sales Hub

T Mew [g Deactivate IE Delete O Refresh A, Assign I® Share B2 Email a Link o Flow

far
CALL HISTORY
® @ Call From: Daniel Thompson
intelli-CTi - Operational Performance ~
[ Call Relationships  Call Notes  Call Timings  Call Info
Il Relationship: Il Il Timing Il Inf
e ~
fo Average Call Duration (Secs) by User O bl Top 10 Contacts O Al
& Account Bike Boutique
Inbound Calls (Last 12 months) Active Call History (Last 12 months)
o Contact [@] Daniel Thompson 500
@2 210
Case Brake Lever Damaged ? 400
R i
E 300
Call Disposition Order Inquiry é
= 200 -
B g
2 100
D o
0~ ' 0 g
; John Smith OGate Softw:
o Tom Peters e e B (blank) Abigail Brown Dean Drew
EI‘EI Crested By I Lou Balbo I ~aron Fettig A Daoreen
€
Call Results O Al Average Call Duration (Secs) by User O Al
&g Active Call History (Last 12 months) Qutbound Calls (Last 12 months)
300
256
- 250
Call History Analysis £ a0
g
% 150
=
h Microsof ' ity that rel
For each Microsoft Dynamics 365 entity that relates ;
50 27
.. . . -TM .
to a telephone activity, intelli-CTi™ provides a [
! 0 : v

detailed log of telephone call interactions. Detailed
statistical information about every telephone call

both inbound and outbound can be used to create
powerful and stunning dashboards.
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intelli-CTi

for Microsoft Dynamics 365

www.intelliCTi.com

For more information and to request a free trial, contact your Microsoft Dynamics partner
or local QGate business center:

QGate Europe (and rest of the World) QGate USA and Americas
T: +44 (0) 1329 222800 T: +1(517) 853-1214 (Ext. 114)
E: info@QGate.co.uk E: info@QGateSoftware.com
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